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ABSTRACT
A strategy or method for identifying an expert is at the core
of any Expertise Finder system. The strategy used must reﬂect
the social requirements of the organisation and its assets, cul-
ture and technology. An Expertise Finder strategy must attempt
to emulate the steps a member of that organisation would do to
ﬁnd the answer to their questions. Our collaboration with a large
manufacturing enterprise has helped us evolve an approach to
building Expertise Finder systems. Our approach contains the
required ﬂexibility to cope with the mix of technological, so-
cial and legacy factors that make each deployment of an Exper-
tise Finder system very different to any other. The component
based design allows a deployer to customise the basic system
to utilise their relevant technical resources and then to build a
unique strategy algorithm to produce a valid set of recommen-
dations. The design produces challenging questions of how to
produce a procedure for designing, deploying and evaluating the
Expertise Finder strategy. This paper discusses the evolution of
this design strategy and summarises our experiences to date.
Keyword: Expertise Finding, Knowledge Based System, Hu-
man Resources, Agents
Introduction
In the course of many engineering activities, people face
problems that they cannot solve independently. Their natural
response is to study past experiences, and re-use previously ac-
quired knowledge, either from their own experiences or from re-
sources within their organisation. It has been estimated that 90%
of industrial design activity is based on variant design [1], while
during a redesign activity up to 70% of the information is taken
from previous solutions, [2].
Inmanycases, access to documentationthroughhypermedia
or similar document management systems will be adequate [3].
However to solve many problems people need to have access to
speciﬁc expertise. In this paper, the term expertise assumes the
embodiment of knowledge and skills within individuals. This
deﬁnition distinguishes expertise from an expert, as an individ-
ual may have different levels of expertise about different topics.
Expertisecan be topical or proceduraland is normallystored and
valued within any organisation. In some cases expertise can be
captured from a person and used to populate a speciﬁc database
which works very well if the problem is restricted to a very spe-
ciﬁc domain, for example robot maintenance, [4] key personnel
(managers, senior employees, information concierges) [5], facil-
itating the contacts. With the advent of knowledge management
systems it is possible to automate the process through Recom-
mender Systems or Expertise Finders (EF). A recommendersys-
tem that suggests people who have some expertise with a prob-
lem holds the promise to provide, in a small way, a service sim-
ilar to these key personnel. Expertise recommender systems can
also reduce the load on people in these roles and provide alterna-
tive recommendations when these people are unavailable.
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(a) Local social network fails to ﬁnd an expert.
E-mail Projects Publications Phone book
Site A Site C Site B
(b) Individuals are known to the organisation electronic resources
EXPERTISE FINDER
E-mail Projects Publications Phone book
Site A Site C Site B
(c) Expertise Finder identiﬁes an expert regardless of location
Figure 1. Overview of the Expertise Finder concept
process of searching for an expert into a number of steps. The
system is designed with the assumption that all of the compo-
nents will need to be changed at some time in order to adapt the
framework for use in a new situation.
People who need to solve problems during their work have
twomainwaystoﬁndasolution. Theﬁrstistolookatdocuments
of some form, the other is to ask otherpeople. Both methodswill
lead them on a trail of discovery through their organisation until
they eventually ﬁnd a useful answer or give up. Knowing where
to look and who best to ask are the core problems of ﬁnding ex-
pertise. In some organisations it may be that the archives will
be a sufﬁcient source of information. More often it is the ex-
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Figure 2. The architecture of our earlier agent based expertise ﬁnder.
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Figure 3. Expertise ﬁnder architecture
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Figure 5. List of people with contact information, score is given by a bar graphic.
6 Copyright c
￿
2003 by ASME